ORIGINAL

1801 Pennsylvania Avenue, NW
MCIWORLDCOM Washington, DC 20006

December 19, 2000 EX FARTE CR LATE FILZD
EX PARTE
Ms. Magalie Roman Salas RECEIVED
Secretary
Federal Communications Commission DEC 19 2000
445 12" Street, S.W.
Washington, D.C. 20554 FEDERAL. UAREIIATINS SMERIN

CRRIOY &F Wit TP

CC Docket No, 94-129¢

Dear Ms. Salas:

On December 18, 2000, Karen Reidy, Maggie Cannistraro, Matt Pachman, and I of
WorldCom met with Michele Walters, Dana Bradford, and Will Cox of the Common Carrier
Bureau’s Accounting Policy Division. We discussed an electronic LOA mechanism for the lifting
of PIC freezes. The attached document, which was distributed at the meeting, contains the details
of our discussion.

In accordance with section 1.1206(b) of the Commission’s rules, 47 C.F.R. § 1.1206(b),
an original and one copy of this memorandum and attachment are being filed with your office.

Singerely,

-

Lori Wright
Senior Manager, Regulatory Affairs

cc: Michele Walters
Dana Bradford
Will Cox
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Electronic LOA Solution Will Increase Customer
Control

* Electronic communications currently are recognized for online and email
carrier change requests

* Electronic LOA uses new technology to further expand customer’s

control of carrier change process

— Customer instructs independent company to transmit or make available their
taped voice authorization (Electronic LOA) to lift their PIC Freeze and

process their order

— Implementation Options Following PIC Freeze Reject
1.  Customers taped ‘Electronic LOA’ transmitted to LEC via independent company
2. Indicator added to CARE re-transmittal indicating ‘Electronic LOA' available for review/audit

* Proposal operates under existing federal rules



Electronic LOA Sales Incorporate Required
Components Present in Written Form

Customer Requests IXC InterLATA
or IntraLATA PIC Change

-+

- Confirms Customer Want LEC To Lift
Any PIC Freeze On The Account

v

ELOA

- Independent Company Tapes Customer
Authonization Directing LEC To Lift Any
PIC Freeze On Customer Acct

-+

- Customer Requests That Their Taped

ELOA Language:

+ “If when processing your order for Long Distance
and/or Local Toll service from MCIl WorldCom a PIC
Freeze is found on your account, you authorize your
Local Phone Company to lift your PIC Freeze and
process your order. Is this correct?”

+ “l understand you have requested the tape or
electronic recording of this call be made available to
you local phone company as authorization to lift any
PIC freeze on your account and process this order. If
this is correct please state your name.”

Authorization Be Transmitted to LEC If
Required

v

If Yes and PIC Frozen,

- Wave Audio File (or similar) of Taped Customer
Authorization Transmitted to LEC to Process Your Order

If No,

Existing Install Process Followed

Underlined Italics and dotted line indicates change




LEC Control And Abuse Of PIC Freeze Obstructs
Consumer Choice

* Prevents provisioning of 50% of all customers with PIC Freezes
— Delays consumer choice by an average of 3 weeks for the remaining 50%

« Current process requires up to 4 steps for customers to receive requested IXC service

— LECs can satisfy change in one step

Order Rejects Due to PIC Freeze

» Customer feels betrayed and
confused, continues paying

1. 2.
PIC Freeze Better LD/Intra Customer
Added Due to > Product Offer Purchases >
Heavy .LEC Received By New Product
Marketing Customer higher rate for service
| 3
LEC EIC Freeze Reject IXC Re-contacts Customer End Result
Received By Requested — | . Customers confused —>

Carrier

+ Customer still not receiving
requested services

service not changed

 3-way call with LEC
attempted

N\

4.

/'

» Customer needs to call
LEC if 3-way call restricted
or unsuccessful

« Customer frustration

» 50% still not with preferred
new carrier

« Continues paying higher rate

« Customer less likely to switch
carriers in the future




Over Half Believe New Process Is Better

* 7in 10 believe process same or better

ELOA Viewed As Improvement Over Current Process

] Better
Same

B Worse
M Don't Know

55%

MCI WorldCom PIC Freeze Research: 891 telephone interviews among recent PIC Freeze rejects,
conducted by Data Development Corporation October 2000



Ameritech Leads The Nation For PIC Freeze Rejects
Through Aggressive Marketing

QE_Q Jan-00  Feb-00 Mar-00 Apr-00  May-00 Jun-00 Ju-00  Aug-00 Sep-00
gAmeritech / Ninois 28% 29% 33% 34% 33% 32% 32% 31% 31%
§Amen‘tech / Indiana 27% 29% 33% 30% 29% 29% 30% 27% 27%
§Amen’tech / Michigan * 5% 6% 7% 8% 8% 8% 8% 8% 7%
§Amen’tech / Ohio 14% 15% 18% 19% 18% 18% 18% 18% 17%
§Ameritech / Wisconsin 25% 29% 29% 29% 28% 26% 29% 25% 25%
.National Average (excl AIT) 7% 7% 8% 7% 7% 8% 7% 8% 8%]

* Ameritech-Michigan eliminated PIC Freeze May98. Enroliment not re-launched by AIT until Sept99.



LECs Dominate Customer Interaction

LECs

Customer Interaction

Execute PIC Changes

Administer PIC Freezes

Access to Real Time
PIC Freeze Information

Disconnect Service (De-PIC)

Compete for InterLATA and/or

IntraLATA Customers
(Approved Areas)

IXCs




Summary and Next Steps

* Process needs to allow customer expectations to be fulfilled, while fully
honoring PIC Freeze

* ELOA authorizes LECs to process customer PIC requests

* After initial positive response, SBC turned down the ELOA proposal based on
liability concerns
— MCI WorldCom currently escalating within SBC

* Continue to work with lllinois Commission Staff on a trial during 1Q01



